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New Evaluation Resources & Tools 

• For Consumers 
 Program Evaluation Topics & Questions Library – for Participants  

 Example Email Survey for Successful Participants  

 Example Phone Survey for Drop Outs  

 Example Phone Survey for Screened-out Applicants  

• For Contractors 
 Program Evaluation Topics & Questions Library – for Contractors  

 Example Phone Survey for Contractors  
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BetterBuildings Google Site 
 

BetterBuildings website 

http://www.betterbuildings.energy.gov/ 

 

https://www.google.com/a/betterbuildingsnetwork.doe.gov/ServiceLogin2?continue=https%3A%2F%2Fsites.google.com%2Fa%2Fbetterbuildingsnetwork.doe.gov&followup=https%3A%2F%2Fsites.google.com%2Fa%2Fbetterbuildingsnetwork.doe.gov&service=jotspot&passive=true&ul=�
http://www.betterbuildings.energy.gov/�


How to Conduct Real Time Evaluation 
Wednesday, May 25, 2011 

 
Lilah Glick, Marketing and Community Outreach Director 

 
 



About Us 
Non-profit 501c3 organization – 

April 2008 
Energy Efficiency/Renewable 

Energy Services 
 Education/Outreach 
 Project Management 
 Financing 

Market Focus 
 Residential 
 Non-profit Commercial 



Public/ Private partnership 



How to Evaluate Success? 

Phone Blitz & Online Evaluation 
 November 2010 – January 2011 
 Current Strategy to improve conversion rates 
 

Performance Systems Development 
 Launch date: End April 
 Customized IT tool to better serve customers and 

evaluate program deliveries 



Online and Phone Evaluation 



Phone Blitz Survey Results: 
Audits Requested 

 Customer Survey: Audit Requested 
 367 in call pool, 121 responses 

Question Yes No Yes % 
Participate in 
survey? 

108 15 88% 

Contacted by 
contractor? 

47 61 44% 

Schedule your 
audit? 

45 16 74% 

Already 
scheduled 
audit? 

17 30 36% 

Sign up for 
newsletter? 

33 90 27% 



Reasoning for not Scheduling 
Assessment 



Phone Blitz Survey Results: 
Audit Completed 

 
 

 
 

 Customer Survey: Audit Completed 
 173 in call pool, 57 responses 

 Question Yes No Yes % 

Schedule 
retrofit? 

13 43 23 % 

Received a 
report after 
audit? 

33 2 94% 

Interested focus 
group? 

27 21 56% 

Receive 
newsletter? 

19 37 34% 



Reasons for not Scheduling 
Retrofits 



Performance Systems 
Development 

5 Important Tools: 
Customer Web Portal 
Energy Management Program Site 
Green Energy Compass 
Building Performance Compass 
Field Collection Tool 



Home Energy Portal 



Create User Account 



Utility Data 



Select Contractor 



Contractor Reporting 



Green Compass 



Job Tracking 



Salesforce 



New Tools and Evaluations 

Commercial Compass 
Coupons Codes 
Online Campaigns 
Targeted Email 

Campaigns 
Phone Blitzes 
Password Protected 

Contractor Pages www.greatercea.org/greenyourhome 



Thank You! 

We have a passion for energy efficiency. 

Lilah Glick 
Marketing and Community Outreach Director 
Greater Cincinnati Energy Alliance 
200 West 4th Street, Suite 600 
Cincinnati, OH 45202 
W: 513.621.GCEA (4232)  
www.greatercea.org 
facebook.com/greatercea 
twitter.com/greatercea 
 



Using Process Evaluation to Improve 
Program Design 

Sara Van de Grift 



Perspective 
• A means to improve implementation 

approach 
• Provides a snapshot on program 

progress 
• Must be open to hearing the results, 

good or bad 
• Can confirm or deny assumptions  
• Can be iterative and focused on parts 

 



Two Approaches 
• Formal process evaluation using third-party 

evaluation firm 
– Higher cost 
– Experts conduct interview 
– Can provide in depth feedback  

• Informal evaluation, completed in-house 
– Low cost 
– Requires some expertise 
– Will provide a flavor but not detail 



Process Evaluation Approach 

• In-depth interviews 
– Program staff 
– Energy advocates 

• Participant surveys 
– Census of program 

participants 
– Stratified by stage of project 

completion 



Together We Save 

Leverage a community-based approach 
increase energy efficiency investments in 
the City of Milwaukee.  
  
 
 
 

Achieve whole-house  
retrofits in 100 homes. 



Two Points of Evaluation on Process 

1) Post-design, pre-launch 
– Confirm assumptions 
– Final tweak on design 

2) Mid-course 
– Look at inward improvements for pilot 
– Look at outward improvements for                

version 2 
 



Informal Evaluation  

1) Post-design, pre-launch 
– Heavy financing focus in design 
– Not supported as a need in pre-launch 

surveys 
– Understood what partner name to 

leverage, different than expected 
– Solicited feedback on information that 

might be provided 
– Changed the level of detail  

 



Formal Evaluation  

2)  Mid-course 
– Look at inward process improvements to 

process, timing was an issue 
– Look at outward improvements for version 

2, value of different pieces of the offer 
– Allowed focus on what mattered most, 

advocate versus turn key contractor, etc. 
– Conducted by Tetra Tech 

 



Most Important Factors for Customers 
 

Program Component          % respondents 
• Financial incentives    46% 
• Technical assessment    31% 
• Energy Advocate    28% 
• Turnkey contractor approach  16% 
• Financing/payment plan options     7% 
 
 
 
 

 



Costs 
 • Formal evaluation = 6% of program 

budget in Wisconsin 
• Informal evaluation = 1.5% to 2% of 

program budgets 
• Balance – additional costs and              

proceeding too far down the                
wrong path 

 
 
 

 



Contact Information 

Sara Van de Grift 
Residential Programs Director − WECC 
608.249.9322, ext.160 
sarav@weccusa.org 
 
Laura Schauer 
Manager – Tetra Tech 
608-316-3635 
Laura.Schauer@tetratech.com 
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Introduction and Overview 
 What is evaluation? 
 Steps to doing an evaluation 

– Know your program theory 
– Data sources 
– Data collection tools 
– Data collection methods 
– Results 

 How to get help 
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Evaluation = Systematic Feedback 

Project 
Launch 

Survey 
first in 

Learn and 
Modify 

Survey 
second 
group 

Survey all 
completed 

Yeah 
Goals 
Met!! 

Learn and 
Modify 
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First, What is the Program Trying to Do? 

Outreach 
Messaging 
Awareness 

Audit 
Contractor 
Services 
Financing 

Whole- 
house 
retrofit 
Purchases 

Energy 
Savings 

How will you know success? 
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Who Has Possible Answers? 
 By issue, who is closest 

to the experience? 
 Who else is involved in 

the experience? 
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A Word About Privacy and Respect 
 Privacy is something 

people value highly 
 Privacy protection is 

necessary and required 
 Utilities therefore have 

many restrictions on 
access to customer 
information 

 Requesting permission 
to use personal 
information to conduct 
research will help 
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What You Need to Do  
 Collect contact information 

– Names  
– Phone numbers  
– Email and street addresses 

 How to collect contact information 
– Applications or registration forms 
– Sign-up sheets (meetings or booths) 
– Auditor visits 
– Contractor visits 

 Offer that the information will be used for 
research purposes not for sales 
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Generating Issues To Study 
 What are we trying to do? 
 What don’t we know? 
 What is it that seems to be 

getting in the way of our 
success? 

 What types of feedback are 
we getting? 

 What do we want to 
change? 
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Use Issues to Develop Questions 
Issues Questions to Ask Applicant Drop out Participant 

Awareness How did you hear about …? 
(list of sources) 

X X X 

What interested you in …? 
(Open response) 

X X X 

Experience 
of service 

Did you read the audit 
report? (Yes or No) 

X X X 

Do you know what your 
next step is? (Yes or No) 

X X 

Which of the following 
best describes your next 
step? (list of options) 

X X 

Why did you not do the 
recommendations? 

X 
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Survey Examples on Google Site 
 Three for Consumers  

– Signed up 
– Dropped out 
– Participating 

 One for Contractors 
– General experience with the program 
– Information about firms 

 Two types of documents  
– Matrix of issues of questions that could be used 
– Sample set of questions  
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Listen and Collect Information 
 Be systematic 

– Select people to be contacted without preferences 
– Choose enough people to talk with  

 Try to use the same questions with all in a 
similar group 
– Write the questions down  
– Try to stick to the question without changing the 

meaning 

 Listen and be open to bad news as well as 
good news 



Page 12 - May 25, 2011 
BetterBuilding Webinar 

? 
Know Your Capacity 
 Research experience: 

on team, volunteers, 
interns, or donated 
services 

 Facilities: meeting room 
for 8-10 people, 
computer skills 

 Access to different 
groups: meetings, 
outreach activities 

 Contact information 
available: phone, email, 
address 
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Using What You Learn 
 Prepare a written summary of what you 

learned (or presentation) 
– Share this with the team 

 Be prepared for people to be surprised  
– If something seems really unexpected plan to 

revisit the topic with new questions 

 Make changes based on what you learn  
 Do some more research to see how the 

changes affect people 
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More Help May Be Available 
 Local colleges 

– Environmental or energy clubs 
– Psychology, sociology, political science, marketing 

research professors 
 Local research professionals 

– American Evaluation Association 
– Members of local environmental or energy 

organizations 
 Interns  

– Recent college graduates  
 Survey Monkey (low cost survey software) 
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Questions? 

Jane S. Peters 
Research Into Action, Inc. 

503-287-9136 
janep(at)researchintoaction.com 

www.researchintoaction.com 
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